
1 Q And even for complex services when you got

1232

2 to the end of the day and were entering the order into

3 BellSouth's system, would the customer services

4 representative use DOE, D-O-E, to enter that order?

5 A When you say at the end of the day, and that

6 sounds pretty quick. Complex services -- the reason I

7 made the distinction is, first of all, we're talking

8 about preordering and ordering.

9 Most of the preordering and ordering

10 activities that take place for complex services are

11 done manually with the involvement of systems

12 designers and project managers and various members of

13 BellSouth's account teams. And that process can

14 proceed over a period of a number of weeks.

15 So I would say in answer to your question,

16 not at the end of the day, but at the end of that

17 process which could happen over a number of weeks,

18 yes, a BellSouth service order typist would actually

19 put that order into the DOE system.

20 Q Thank you. Let me focus for a minute on

21 what can be ordered through the various systems we

22 have been talking about.

23 Could you turn to your prefiled

24 Exhibit GC-19, which is part of Exhibit 41. Now, is

25 that a list of the services that can be ordered by an
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1 human hands involved in actually connecting the wires

2 after that point. But in terms of the flow of the

3 order information, once you reach the service order

4 control system it is in a common process with

5 BellSouth retail services.

6 Q Now, do I understand that EDI can be used to

7 order some other things that don't flow through and

8 result in a mechanically generated order in LESOG?

9

10

11

A

Q

A

Yes.

And what are those additional things?

PBX trunks, SynchroNet services, multiline

12 hunt groups, basic rate ISDN, unbundled loops,

13 unbundled ports, and interim number portability.

14 Q And can you also, through EDI, order the

15 combination of an unbundled port -- excuse me, an

16 unbundled loop and interim number portability?

17 A You can order multiple unbundled network

18 elements on the same EDI order.

19 Q Can you order a combination of a loop and a

20 port on an EDI order?

21 A Let me make sure I'm communicating clearly

22 about this. You can order both an unbundled loop and

23 an unbundled port on any EDI order. As I understand

24 it, there are some legal and policy questions around

25 exactly what is meant by combination from a technical
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1 A No, I didn't say that. You asked me if this

2 was a larger list and it doesn't appear to me to be a

3 larger list. It's presented somewhat differently.

4 It's actually listing USOCS -- and let me see if I

5 can -- for example, if you look on what was

6 Exhibit GC-19 with my prefiled testimony, No. 22 on

7 there simply shows RingMaster services. And what is

8 being shown on the RNS list are three separate

9 RingMaster USOCS. So I guess what I'm saying is the

10 lists aren't really set up in the same way, so I can't

11 agree that one is larger than the other.

12 Q I understand people in Florida are not going

13 to want to order an eight-party business line service

14 that's available only in another state. But would you

15 agree with me that there are other services that a

16 BellSouth representive can order electronically

17 through RNS that an ALEC cannot order through

18 electronically either through EDI or LENS?

19 A There may be. Again, the eight-party

20 service is the one that sticks most clearly in my

21 mind.

22 The services that are available for

23 mechanized ordering, for electronic ordering, are

24 those that represent most of BellSouth's retail

25 operating revenue. I haven't said 100%.

FLORIDA PUBLIC SERVICE COMMISSION
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1 three services that you have listed on Exhibit 43 are

2 going to be the services that the ALEC can order under

3 RingMaster.

4

5

WITNESS CALHOUN: Are going to be? Yes.

COMMISSIONER CLARK: Okay.

6 Q (By Mr. Melson) Ms. Calhoun, staying on

7 Page 382-R, I understand that DOE, D-O-E, allows a

8 BellSouth customer service representative to order all

9 products and services that have a valid BellSouth USOC

10 and are in your billing system; is that correct?

11

12

A Yes.

CHAIRMAN JOHNSON: Mr. Melson, can we go

13 back to the line of questioning you were asking

14 Ms. Calhoun regarding the -- what's mechanized and

15 what is not. Commissioner Clark asked were you going

16 to ask for specific examples. I guess Ms. Calhoun

17 said she couldn't think of any. Could you think of

18 any specific examples?

19 WITNESS CALHOUN: I couldn't think of a

20 Florida-specific example. It would be something for

21 which there is very little demand or very low volume.

22 CHAIRMAN JOHNSON: And when you said that

23 they may exist for those services for which there's

24 low demand and low volume, but that the majority of

25 the services that were mechanized represented, you
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1 manually; is that correct?

2 A Well, you could cut and paste it. It would

3 be up to you.

4 Q That would be a sequence of multiple cut and

5 paste operations; is that correct?

6

7

A

Q

Yes. For -- two.

So if the customer says, "I'm moving from my

8 current address to this vacant lot and I've currently

9 got a 441 NXX; is that available to me at this new

10 address," there's no indication on this screen of what

11 the available NXXs are; is that correct?

12 A That's right. There's no indication on this

13 screen.

14 Q And is there an indication anywhere in the

15 SLENS inquiry mode of the available NXXs associated

16 with a particular address?

17

18

A

Q

Not to my knowledge.

In RNS, the system used by a BellSouth

19 customer service representative, that does display a

20 list of all the available NXXs; is that correct?

21 A I don't recall seeing it in RNS, no.

22 Q Let me ask this: Did you attend the

23 demonstration in Jacksonville on August 27th?

,,-,,

24

25

A

Q

No.

Do you know whether or not RNS displays a

FLORIDA PUBLIC SERVICE COMMISSION



1288

1 service?

2 A Yes.

3 Q We validate the address again, and we click

4 on "okay". At this point the first thing we see is a

5 list of available carriers; is that correct?

6 A Yes, that's at the top of the screen, and at

7 the bottom of the screen is the place to choose

8 services.

9 Q I ask my customer what long distance carrier

10 he prefers to use, and he says, well, I just moved

11 here from California and I was sort of happy with

12 U.S. West, and if they're available, I would like to

13 use them. How do I determine through LENS whether

14 U.S. West is an available long distance carrier?

15 A You would scroll through.

16 Q Okay. Could you demonstrate that, please?

17 A Yes.

18 Q We've clicked and we've got another part of

19 the menu that begins with A's?

20 A Yes. We're going to continue scrolling

21 through the screens until we come to U.S. West.

22 Q And these are in random order; is that

23 correct?

24

25

A Yes.

COMMISSIONER CLARK: Random alphabetical

FLORIDA PUBLIC SERVICE COMMISSION
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WITNESS CALHOUN: Yes.

COMMISSIONER CLARK: All A's are together,

MR. MELSON: No.

WITNESS CALHOUN: Primarily, but there are

7 some that are interspersed, and I'm not sure why that

8 is.

1 order.

'''"-'
2

3

4 right?

S

6

9 COMMISSIONER CLARK: Then what does random

10 alphabetical order mean?

11 WITNESS CALHOUN: Random alphabetical order

12 means to me that you start at a random place in the

13 alphabet, but then for some reason, sometimes there's

14 one that looks like it doesn't belong interspersed.

lS Q (By Mr. Melson) So we've moved from the

16 A's to Midcom, then back to "business choice, II then to

17 Starlink, then to BellSouth Telecommunications, then

18 to Centron, so that -- At least the screen we're on

19 now does not appear to be in alphabetical order?

20

21

A Right.

COMMISSIONER DEASON: And you indicated that

22 that was a regulatory decision that it not be in

23 alphabetical order?

24

2S

WITNESS CALHOUN: Yes.

COMMISSIONER DEASON: So that no particular

FLORIDA PUBLIC SERVICE COMMISSION
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1 IXC would have an advantage over another IXC?

2 WITNESS CALHOUN: Right.

3 COMMISSIONER DEASON: So that was not your

4 decision?

5

6

WITNESS CALHOUN: No.

COMMISSIONER DEASON: Do you agree, though,

7 that it makes it cumbersome to use?

8 WITNESS CALHOUN: Yes. I agree that it

9 makes it cumbersome to use

10 COMMISSIONER DEASON: So who can Mr. Melson

11 petition to have it changed to get it in alphabetical

12 order so it would be easier to use? FCC?

13 WITNESS CALHOUN: I'm not certain. There is

14 a way to make it easier to use. And my understanding

15 is that we've had discussions with the carriers about

16 that and that we plan to add that capability to let

17 them search for a particular one.

18 The purpose of having them come in random

19 order primarily is if the customer says "Well, I don't

2a know who I want to use, who is avai lable," you don't

21 want to start reading with the A's every time.

22 And, also, I would point out here that that

23 capability only comes about if there's -- if the

24 customer says til don't know,tI and they want to be read

25 a list; or if the CLEC doesn't have a relationship
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1 with a particular interexchange carrier or doesn't

2 happen to be one themselves, it's a very simple matter

3 for MCI to know its PIC code so that if a customer

4 wants to be presubscribed to MCI, MCI doesn't have to

5 look for its own PIC code, it just knows what that is.

6 COMMISSIONER DEASON: What about in the

7 example that Mr. Melson just indicated, that a new

8 customer wants U.S. West? Is there any way to

·9 designate U.S. West without having to go through

10 multiple screens to see if and when U.S. West appears?

11 WITNESS CALHOUN: No, not at the current

12 time, unless the service representative already knows

13 the PIC code for U.S. West. I mean, there are certain

14 carriers for whom the PIC codes become very familiar

lS fairly quickly.

16 COMMISSIONER GARCIA: I would assume that

17 that would be Mr. Melson'S person who would be

18 accessing this, so they would obviously know their

19 company's change code, right?

20

21

WITNESS CALHOUN: Yes.

COMMISSIONER GARCIA: So they wouldn't have

22 to scroll through the list.

23 WITNESS CALHOUN: Right.

24 COMMISSIONER CLARK: Let me ask a question

25 again. All the SIS don't necessarily appear together

FLORIDA PUBLIC SERVICE COMMISSION
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1 then?

2 WITNESS CALHOUN: No. And what I'm looking

''"-'

3 at here is they -- if you look in the far right

4 column, the ACNA code, the access carrier name

5 abbreviation, what it appears to me is that they're

6 appearing in random alphabetical order, but the

7 alphabetization is being done by the ACNA code as

8 opposed to the actual name of the carrier.

9 Q (By Mr. Melson) Ms. Calhoun, to follow up

10 on Commissioner Garcia'S question, if the customer

11 said "I want MCI for local service, but I'm really

12 happy with u.S. West, and I'd like to choose them,"

13 does MCI have the option of saying "We're sorry, we

14 don't allow our customers to choose any carrier for

15 long distance but MCI," if you know?

16 A Are you asking me for a -- I mean, legally I

17 don I t know.

18 Q All right. Rather than -- we've clicked

19 through about five screens at this point, and I guess

20 1 1 m afraid that if u.s. West's ACNA code starts with

21 "U," we've got several more to go.

22 So let's abandon this exercise and let's

23 just choose Midcom, since they're showing on the

24 screen now. How would that carrier now be chosen as

25 my intraLATA carrier?
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2 code 0648.

3 Q So at this point I need to either cut and

4 paste that or write it down so that when I move to my

5 EDI interface I know the correct code?

6 A Yes. Or as an ALEC, you could choose to

7 take the information that comes from LENS and use

8 software on your side of the interface to integrate it

9 with your ordering system.

10 Q Let me ask this: When a customer says to a

11 BellSouth customer service representative, "l don't

12 know what carrier I want, could you read me a list,"

13 that comes up in random order; is that correct?

14

15

A

Q

Yes.

If the customer says, "I want U.S. West,"

16 isn't it true that the customer service representative

17 just begins typing that name in, and as soon as it

18 gets to U.S. West, it hops down in a list and displays

19 that carrier and code?

20 A Yes. And that's the same search capability

21 that I said earlier that we would add to LENS.

22

23

24

Q

A

But that capability does not exist today?

That's right.

COMMISSIONER DEASON: When will that be

2S available?

FLORIDA PUBLIC SERVICE COMMISSION
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1 error messages either on its own systems or on the systems

2 that it provides to ALECs?

3 A On the first part of your question, on

4 BellSouth's retail systems, 1 1 m not sure about measurements

5 per se. I know that there are some objectives for the

6 percentage of time that the system should be available. In

7 terms of the CLEC systems, I think it's the same. There is

8 an objective percentage, but questions about performance

9 measurements would probably be better directed to

10 BellSouth's performance measurements witness.

11 Q Hopefully he is watching. Is there, do you have

12 in your prefiled exhibits a copy of the view installation

13 calendar screen?

14 A I believe I do, but I'm looking, so if you

15 could--

16

17

Q

A

I am also, so --

Give me just a minute.

18 (Witness reviewed documents)

19 A There is one in the LENS user guide that is, I

20 think we determined was Exhibit GC-30, and there is one on

21 page 20.

22 Q All right. I found that. Page 20 of Exhibit

23 GC-30, which is part of Exhibit 42. In looking at that

24 document, at the top of the page, that shows days of the

25 week, shows whether the office is open or closed; is that
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1 correct?

2

3

A

Q

Yes.

And in the middle of the page it shows work

4 interval for various types of functions that require a

5 premises visit; is that correct?

6 A Yes.

7 Q And at the bottom of the page it shows dates that

8 are not available; is that correct?

9

10

A

Q

Yes.

And let's using page 20 as an example, if

11 today were May the 10th, how would I walk through this

12 screen and determine the date that could be promised the

13 customer?

14 A You would look at the interval for the type of

15 installation that was being done and -- well, that's the

16 first thing you would do, is you would determine when the

17 customer wanted service.

18

19

Q

A

I want it yesterday.

Okay. And if you just wanted to calculate what

20 the next available due date would be or determine the next

21 available due date, you would match the interval, which is

22 stated in business days, for the particular type of service

23 with the days that are available, or in this case, actually

24 the days that are not available.
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1 new residential line. Can you walk me through figuring out

2 what the due date will be?

3 A Yes. We are on May 9th, and that counts as the

4 zero day, so two business days would be May 11th, but we

5 see that May 11th, May 12th and May 13th are closed, so the

6 first available day would be May 14th.

7 Q And at that point, the installation interval is

8 two days. Do I count two days from that point?

9 A No. It's two days --

10 Q Excuse me.

11 A It's two days, but then you go to the next

12 available day if that's past two days.

13 COMMISSIONER GARCIA: Right. It's two days from

14 the day it's ordered?

15

16

WITNESS CALHOUN: Yes.

COMMISSIONER GARCIA: And if it's not available

17 then it moves up?

18

19 Q

WITNESS CALHOUN: To the first available day.

And the list -- I believe we observed this

20 yesterday, but the list of dates that is not available is

21 not in chronological order; is that correct?

22 A Yes, that's right. The Georgia list was, and

23 again, I pointed out that there are some differences in

24 data bases among states.

2S COMMISSIONER DEASON: Is there any reason why
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1 it's the days that are not available as opposed to the days

2 that are available that are listed? Wouldn't it be easier

3 and more user friendly to just list the days that are

4 available for an installation as opposed to the days that

5 are not available?

6 WITNESS CALHOUN: It may be. Again, this is the

7 installation calendar that is kept updated by BellSouth's

8 network. This is not something new for CLECs. This is

9 something that BellSouth has used, and this is the way the

10 network organization has historically kept up with what

11 installation dates were available, and this is their way of

12 saying we know we are closed on this day. That might have

13 been a better way to approach it.

14 COMMISSIONER DEASON: What about now, I notice

15 in, I believe it was yesterday that we looked at a page for

16 a different central office, and for that central office

17 Sunday was not an available day, it was closed?

18 WITNESS CALHOUN: Right. Yes.

19 COMMISSIONER DEASON: Now I donlt know when May

20 the 14th is, but let's assume that was a Sunday and we were

21 dealing with a central office that was closed on Sunday,

22 how would we know that without having a calendar to show

23 that May 14th was a Sunday, assuming that was a Sunday?

24 WITNESS CALHOUN: I think yOU'd have to look at

25 the calendar. And what I have done in that situation is my
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1 computer system has a calendar function in it, and I've

2 just opened the calendar and had it sitting there

3 simultaneously with the installation calendar from LENS.

4 BY MR. MELSON:

5 Q Ms. Calhoun, let me now ask you how a

6 BellSouth -- well, strike that.

7 I believe you told us yesterday during your

8 demonstration that the ALEC sees the same installation

9 calendar as the BellSouth representative. Do you recall

10 that testimony?

11 A Yes.

12 Q Could you turn to your Exhibit GC-12, which is

13 part of Exhibit 41.

14 (Witness reviewed document)

15 Q And this is the installation calendar that a

16 BellSouth customer service representative using RNS sees;

17 is that correct?

18 A Technically it's not -- an installation calendar

19 is a term of art. This is a due date window in RNS that is

20 used to calculate a due date for a particular activity, so

21 it's a due date screen; but the installation calendar

22 itself is underlying this, and the actual installation

23 calendar can be viewed separately.

24 Q If you were a BellSouth customer service

- -"" __ .l....-~--- .,~ ,, ~ .a..'1-~_ ~ ~_ .... _
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1 part of the actual ordering process. The system has actual

2 ordering information to evaluate.

3 Q That was probably more of an answer than I

4 bargained for. Let me try it this way: If an ALEC is

5 using the inquiry mode of LENS to obtain, to estimate a due

6 date that it can provide to a customer and can use to fill

7 in the blank on the ED! order, do they use the installation

8 screen -- excuse me, the calendar screen that we looked at

9 in Exhibit GC-30? And that's a yes or a no.

10

11

A

Q

Yes.

And if a BellSouth customer service

12 representative was taking an order for service and was

13 giving the customer a due date that would then flow in as

14 the requested due date in BellSouth's downstream systems,

IS is GC-12 the calendar that the residential rep would look

16 at?

17 A For residence customers, yes, not for business

18 customers.

19 Q Now this Exhibit GC-12 is not in color, is it?

20 A No.

21 Q Thank you. The actual screen the representative

22 sees is in color; is that right?

.,"-'"-, 23 A Yes .

24 Q And isn't the first available due date on that

. . . - . .. - . ~ .
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1 it's highlighted in a different color from the other dates

2 on the calendar?

3

4

A

Q

Yes.

And in this case we are looking at April rather

5 than May, but let's say it was Friday the 11th, and the

6 first date available was showing to be the -- or the date

7 offered came back as the 17th, and the customer said, well,

8 can't you do it quicker than that, aren't the dates the

9 office is unavailable outlined in black?

10

11

A

Q

Yes.

So that the customer -- if in fact the 13th,

12 14th, 15th and 16th were not available, the customer rep

13 could tell at a glance that those were dates that were for

14 some reason the office was closed or fully booked?

15

16

17

A Yes.

MR. MELSON: I need just a minute.

COMMISSIONER DEASON: While he is doing that, let

18 me ask a question. If the example given by Mr. Melson

19 showed that the first available installation date was the

20 17th, what would it matter if the office was closed -- if

21 that is the first installation date, what does it matter?

22 I mean that is going to tell you that there is no date

"""-.... 23 sooner than that; is that correct?

24 WITNESS CALHOUN: Right.

25 BY MR. MELSON:
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1 and the LENS order disagrees with the due date table,

2 please submit the LENS order with the calculated due date,

3 and then contact the local carrier service center for

4 assistance. If you are placing orders through the industry

5 recommended electronic data interchange ordering interface

6 or are issuing orders for conversion 'as-is' through LENS,

7 please continue to establish due dates as usual."

8 Q Let me ask you, if you are placing orders through

9 EDI, what is the usual method to establish due-dates?

10 A The usual method of establishing due dates is to

11 consult the table of installation intervals, follow the

12 business rules! for example, for in by three, same day due

13 date or to use that information in conjunction with the

14 installation calendar for services requiring a premises

15 visit.

16 Q Does BellSouth -- has BellSouth ever recommended

17 to CLECs that they may choose to use the firm order mode of

18 LENS to perform pre-ordering functions?

19 A Yes, that's an option that is available.

20 Q And if an ALEC were using the firm order mode of

21 LENS to perform pre-ordering functions and requested a

22 committed due date as shown on Exhibit 47, they would have

23 got a delayed due date for an order that involved only a

24 feature addition; is that correct?
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1 they price, package, promote, market their services.

2 Q RNS displays billing record information,

3 correct?

4 A Billing record information?

5 Q Yes.

6 A Yes.

7 Q And RNS displays the rate for the service and

8 calculates the taxes for that service; isn't that also

9 correct?

10

11

A

Q

That's correct.

Now, this functionality isn't currently

12 available for ALECs today; is it?

","",-" 13 A It is not part of -- it's not part of the EDI

14 ordering interface. Again, pricing, promotion,

15 packaging, how a CLEC offers its services to its

16 customers is not something over which BellSouth has any

17 control. It's at the discretion of the CLEC. And a

18 CLEC can choose, using the industry standard ordering

19 method, to organize information on its side of the

20 interface in whatever way suits its pricing or marketing

21 objectives.

22 Q Ms. Calhoun, in RNS can a BellSouth service

23 representative see all the NXXs associated with valid

24 addresses?

25 A Yes. I found that answer at lunchtime, and it
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1 is possible for them to do that, and they would access

2 that information through the telephone number selection

3 screen.

4 Q I don't think you need to refer to this, but

5 if you do 1 ' 11 stop after I ask the question. In

6 Late-filed Exhibit No. 2 you provide average talk times

7 for BellSouth service representatives.

8 Are these average intervals based on service

9 representatives using RNS? That's going to be your

10 Late-filed Exhibit No.2 and that's part of what has

11 been identified as Exhibit No. 43. And you can find

12 that on Page 381.

13 A This includes business and residential. So it

14 will include both RNS and DOE.

15 Q One last question. Why did BellSouth create

16 separate databases for ALECs instead of allowing ALECs

17 direct access to the same databases that BellSouth uses

18 for its retail services, retail operations?

19 A Well, there are a couple different reasons for

20 that. One is, of course, as live talked about at

21 length, the industry recommends EDI for ordering, and so

22 BellSouth made available an EDI ordering interface, but

23 another reason is that BellSouth has an RNS system for

24 residence customers, and a DOE system for business

2S customers in four states, and a SONGS system for
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EDaet.l.~... jeopny Iftd Aljtct""" rnInUIIy. eu.tng ameeIIftQ an 111M7. MCI
wei Informed tNt lelScMh would support med1InizIId jeopMfle& but~ and toss nadIcIIons
would be tnanUII. Not only I,. we baIhIred IJIJ" lick 01 SUAIOtt for ........, ptaC8'_~bUt 1110
br .. tid lilt eICb ttmI • mlelll3 WII held. MSouth chlnged Is poIIUon. In otdet to ......ua
Pft)C8IS. Met hIS o«efwd speaIcIUons In response to lie manull pnaues (Me attaet.metC).

in .-ponse to our....8IIScuth COI1I1'Med to aetbact to Mel \Mth an InIW8( to our~
br 1MIfI. Oft II2W7 we IIOlMd 1M~ cornnwNS hm Judy Ru8tllnger. .AaDdng to cu
ItIfthil wi tiki .....tme to ceseaA:I1. Tltey hM aMsecI they .. p.nue fUC1her and PfOYIde
me.1talus an their~ on FtIdIr.II2t. we want to mil_ sure the stiff his time to do Ut.
eppropriIIa f1lII88IU'l before gMng us an aruw.er.·

I need your support~~ bring dosurw to INs..... WtIt WI need on or before 8t29 is • response
to our requell natjult ...A. delay would~ fUrther delay our ability to enter the IocaJ mafUt. Yovt
assi._a in resolving thiI milt« woutf be0.- 1PQtedeted.

Please pnr..;de a response ~ August 28. 1917 detaJing ~e1her SelSouth wI support the manual
pnass proposed b¥ Met atan akemaCNe pocess.
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